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IMPLEMENTATION OF SYSTEMS ENGINEERING 
CONCEPTS IN ARMY TRAINING 

D. Schley Eicketson, Robert H. Wright, and 
Russel E, Schulz 



In the past, Army tr ain ing programs have been developed by experienced job holders 
using methods that were largely intuitive. Over time, the programs were modified by 
training or administrative personnel when changes seemed desirable. Therefore, the con- 
tent of training programs has consisted of information the developers logic^ly thought 
trainees should have. As an example, experimental studies suggest that excessive amounts 
of time are often devoted to instructing maintenance trainees in the theories of power 
plant operation, electricity, and hydraulics. On the other hand, little systematic effort 
was devoted to determining the potential contribution of each training point to practical 
performance of the job in the field. 

In February 1968, a large scale effort was initiated in the Army to systems engineer 
all training programs within a five-year period. The purpose is to design courses of 
instruction to focus on tiiose skills and knowledges essential for adequate performance of 
jobs at the entry level. The approach is to have experienced Army job holders system- 
atically design training propams against actual job requirements by using the following 
processes in sequence: 

(1) Job analysis 

(2) Selection of tasks for school training 

(3) Training analysis 

(4) Development of braining materials 

(5) Development of testing materials 
(and, following tiie administration of training) 

(6) Quality control and feedback 

Based on an andysis of actual job requirements, such a systematic design of training 
pyrtgr am s can be expected to eliminate most of the “nice-to-know” content that charac- 
terizes some portions of today’s training. It should also better orient training programs to 
those essentia “need-to-know” skUls and knowledges required to perform jobs at the 
field entry level. 

Army job holders in this propam are not highly experienced or knowledpable in 
systems enpneering methods, training program design, or state-of-the-art training tech- 
nology. However, they are given an orientation to systems enpneering and are provided 
an .^my-developed systems engineering guide (CONARC Regulation 360-100-1, Sysiems 
EngineBring of Training — Course Design). Education specialists at each participating train- 
ing school are assigned to proyide assistance and technical supervision to working level 

personnel. . . 

Approximately one year after Its inception, a review of the systems engineering 
propam was undertaken at one of the Army training schools by members of the 
HumRRO staff. The goals of that review effort were to examine the implementation of 
the propam and to provide suggestions for changes that might improve its effectiveness. 
In this paper we will present the findings of that review and their implications for the use 
of systems engineering concepts in large scale lining propams. 
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METHOD 

A sequential analysis approach was used in the review. This approach included 
interviews with systems engineering personnel about the propam’s operation and an 
analytical follow-up of the leads derived from these interviews. The follow-up consisted 
of detailed analyses of the Army’s systems engii lering guide to determine what deficien- 
cies existed from the user’s point of view. It was also hoped that the analyses would lead 
to suggestions for improvemente that might reduce or eliminate problems the users had in 
implementing the systems engineering concept. 

Interviews with administeative-level personnel were conducted to obtain information 
concerning the propam’s organization, administrative policies, and procedures of imple- 
mentation. Working-level personnel were then interviewed regarding day-to-day mechanics 
of the propam. 

The interviews showed that several features of the systems engineering guide appear 
to be sources of difficulty in its implementation. Analyses were then undertaken to 
determine how the guide, or manual, could best be changed to improve implementation 
of the propam with the type of personnel available. 

Initial review indicated that a number of the steps necessary for systems enpneering 
were obscured in the text of the manual. In order to gain a more precise view of the 
training systems engineering process, it was found necessary to reduce the manual to 
outline form with emphasis on identifying each step required. The two types of steps 
identified were classified as products and subproducts. Products were defined as major 
units of documented information, and subproducts as elements of work resulting in 
documented information required to complete a product. 

The products and subproducts were then awanged in a block flow di^am (Figure 
1). Subproducts (light outlined boxes) flow from left to right, ending with the completed 
product. Products (dark outlined boxes) flow from top to bottom. This paphic outline 
provides an overview that was not available in the manual, of the extensive amount of 
documentation required for systems engineering of training. Instead of the six apparently 
uncomplicated processes mentioned, there are, in fact, a total of 100 items produced~19 
major products that comprise 81 subproducts. 

One of the most frequent comments voiced during the interviews concerned the 
difficulty experienced in ti'ying to produce units of work in a form that would allow the 
information contained to be used satisfactorily in the completion of downstream work. 
In several instances, large units of work had to be completely redocumented because the 
information was in a form that could not be used. 

In order to clarify the relationships between units of work in the systems engineer- 
ing process, the raquirsd links of information between the products Emd subproducts 
shown in Figure 1 were determined. These links were then divided into inputs and 
outputs. As used here, *m input consists of information from other products and 
subproducts that is required to complete a given product or subproduct. An output is 
information contained in a product or subproduct that is required to complete other 
products or subproducte. 

The inpute and outputs for some of the products £md subjproducts in the training 
systems engineering process are shown in Figure 2. For the user, there is a clear 
advantage in knowing what inputs and outputs are required for a given product or 
subproduct. He knows %vhat producte and subproducts contain the information needed to 
complete the product or subproduct being worked on. The user should also have a good 
idea about the form in which he must complete the product or subproduct because he 
c£m identify the requirements that downstream producta and subproducte impop on this 
information. He can then prepare the information so its form is in accord with down- 
sfream requirements. ^ 
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Part of the Input/Output Outline Form Analysis 



Product and Subproduct 

H 1. File Number, Course ID, 
and Date (p 31) 

H 2. Training Action Element 
for Each Task and 
Subtask (p 32) 

H 3. Training Condition Element 
for Each Task and 
Subtask (p 32) 



H 4. Training Standard Element 
for Each Task and 
Subtask (p 32) 

H 5. Training Action Element 
for Each Skill and 
Knowledge (p 30 & 32) 

H 6. Training Condition Element 
for Each Skill and Knowl- 
edge (p 30 & 32, Implied) 

H 7. Training Standard Element 
for Each Skill and Knowl- 
edge (p 34) 

H 8. Training Action Elsment 
for Each Attitude 
(p 34, Implied) 

H 9. Training Condition Element 
for Each Attitude (p 34, 
Implied) 



H 10. Training Standard Ele- 
ment for Each Attitude 
(p 34, Implied) 



Inputs 

A 1. Job Title 

G 3. Tasks and Subtasks 
Recorded on JTDCs 

G 5. Standardized Job 
Conditions for Tasks 
and Subtasks 



A 6. Major Job RequirementP 
G 6. Job Standards: Published, 
Derived or Implied 

G 9. Skills and Knowledges 
Requiring School 
Training 

G 10. Attitudes, Job Conditions 
and Standards for Skills 
and Knowledges Requiring 
School Training 

C 10. Attitudes, Job Conditions 
and Standards for Skills 
and Knowledges Requiring 
School Training 

G 12. Attitudes Requiring School 
Training 

A 6. Major Job Requirements 
A 7. Work Environment 
A 8. Supervision and Assistance 
Available 

A 9. Equipment Listing 

A 10, Information Sources 

A 10, Information Sources 



Outputs 

Not Identified 

H 11, Training Criterion for 
Each Training Objective 

I 1. Clustired TAISs 
Q 2. Job Conditions and Stand- 
ards for Each Training 
Objective Altered for 
Testing Purposes 

Q 2, Job Conditions and Stand- 
ards for Each Training 
Objective Altared for 
Testing Purposes 

I 1, Clustered TAISs 



Q 2. Job Conditions and Stand- 
ards for Each Training 
Objective Altered for 
Testing Purposes 

Q 2. Job Conditions and Stand- 
ards for Each Training 
Objective Altered for 
Testing Purposes 

! 1, Clustorsd TAISs 



Q 2, Job Conditions and Stand- 
ards for Each Training 
Objective Altered for 
Testing Purposes 



H 11. Training Criterion for Each 
Training Objective 
Q 2, Job Conditions and Stand- 
ards for Each Training 
Objective Altered for 
Testing Purposes 
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To provide the user with a globd view of these information requirements, the inputs 
Mid outputs of each product and subproduct were awanged in matrix form. Figure 3 
shows a sectioned part of this matrix with inputs on the verticd axis and outputs on the 
horizontga axis. Inputs required by a product/subproduct are located by toeing down to 
each dot and then left to the product/subproduct containing the information. Products/ 
subproducts requiring outputs are located by tracing right to each dot and then upward 
to the product/subprodu.-t needing the information. This matiix enables the user to 
determine at a glance all the information requirements of a product or subproduct. 

Next, an attempt was made to compare the manual’s content aganst the factors 
considered as major sources of difficulty to the user in implementing it. Ei^t factors, 
identified in the interviews and previous analyses, were used to evaluate each product and 
subproduct as treated in the manual. A portion of the evaluation is showi in Figure 4. 
Products and subproducts are listed on the left and the evaluation factors across the top. 
Each of these factors is considered important to the satisfactoi^ completion of products 
and subproducts by users who are relatively unskilled in tifaining technology or program 
design. This analysis codified results of the interviews and previous analyses. It provides a 
summary of those aspects of the manual that require improvement. 



FINDINGS FROM THE HumRRO REVIEW 



Program 

(1) The content of training propams is being chMiged and improved through systems 
engineering. The propams are being reoriented toward actual job requirements, reducing 

the “nice-to-know” and focusing on the “need-to-know. , . x 

(2) The propams are being constructed by personnel relatively ^skilled in systems 
engineering and teaining propam design. Consequently, the toining methods being 
recommended tend to be the methods with which the working level personnel themselves 
were trained. Also, current advancemente in teaining technolo^ appeM to be only 
minimally reflected in the systems-engineered propams. 



Personnel 

(1) The Army job holders charged with implementing the propam Me not ^^Shly 
experienced in systems engineering methods, training propMn design, or state-of-the-art 

tiraining technolo^. . -j j 

(2) They do receive an orientation to systems engineering and Me prowded propam 

guidance by an education speciaUst. However, a break-in period raging from weeks to 
months is necessary before a new worker can contribute effectively to the systems 

enrineering effort. , , , ■ ^ 

(3) The manud cites no personnel experience or skills and knowledges required to 

satisfactorily complete each product and subproduct in the process, ^though many 
products Mid subproducte require different types and levels of expertise. There is also no 
sin^e handbook or set of references on current training technology that is practical for 
me by Army job holder personnel who perfonn systems engineering. . 

(4) There we not, nor Me tiiere Ukely to be, sufficient numbera of well-qu^med 
specialists to make tiie toining technolo^ decisions required. Therefore, the me o 
cuCTont temning technology in systems-enpneered training propams may be expected to 
be less than is desirable. Until a practical handbook of training technology can be 
developed, a detailed orientation to systems engineering and as much daily guidance as 
possible should be provided by trainin^^hnolopr experts. 



Manual: Procedural Guidance 



(1) Procedural guidance provided in the manual is basically oriented to experienced 
training personnel. The six apparently uncomplicated systems engineering processes 
around which the manual is organized are global concepts. Army users Me not given a 
full understanding of what each concept is and how it should be implemented. 

(2) The terminology, examples, and reference material provided in the manual are 
not adequate for full understanding and practicd application by working level personnel. 

(8) To experienced training researchers, the manual seems satisfactory on first 
reading. However, with subsequent readings it becomes more apparent that the typical 
user will have difficulty in implementing braining systems engineering from the standpoint 
of what he is supposed to do and just exac^^ ' how he is supposed to do it 

Manual: Units of Work 

(1) Many of the smaller units of work required for tiie training systems en^neering 
propam are obscured in the manual. Some of these products and subproducts are not 
clewly identified as required steps. They are buried in the manual’s text or we presented 
at an outline level that is the same as items that are not products or subproducts. As a 
consequence, uncertainty exists as to exactly what should be done with them. 

(2) Not all necessaty steps are specifically identified, and no overview of the process 
is available. Analysis of the manual resulted in the identification of the units of work 
required. A surprisingly large amount of documentation, 19 major products and 81 
subproducts, was identified in the analysis, showing the systems engineering of training 
process to be much more complex and demanding than might be anticipated from initial 
review of the manual. 

Manual: Information Requirements 

(1) During the interviews it was frequently commented tiiat imits of work had to be 
completely revised because they did not meet downsbream requirements. It appeared that 
large mnounts of time and effort were being wasted because the interdependencies 
between upstream and downstream work were not fully recognized. 

(2) Since a full understanding of information requirements appears essential to 
satisfactory completion, of many products mid subproducts, these requirements were 
identified for each product and subproduct. A large and complex flow of input/output 
information between products and subproducts was shown in the mateix smalyses (Figures 
2 and 3). 

Manual,: Content Factoid 

(1) Ei^t factors were developed from results of the interviews and analyses as being 
responsible for the major difficulties encountered in implementing the systems engineering 
of training propam. 

(2) Each product and subproduct required by the manual was evaluated against each 
of the eight content factora as to whether it could be satisfactorily completed by 
personnel relatively imskilled in systems en^neering methods or braining technology. The 
an^ysis showed that the manual was deficient in one or more of the eight factow for all 
products imd subproducts. 

CONCLUSIONS 

The propess made in the Anny’s systems engineering of training propam represents 
a promising start toward the development of optimized training proems. Much of the 
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“nice-to-know” information commonly found in Gaining propams is being omitted in 
favor of that which the trainee '‘needs-to-know.” The identification of current on-the-job 
requirementB and subsequent realignment of training propams with them will represent a 
major achievement when obtained on an Army-wide basis. The propam has made 
propess with respect to the trcdning technolo^ introduced, and several avenues exist for 
future improvements. 

The type of personnel available for systems engineering training propams should 
receive major consideration in the approach to and administration of a propam. The 
manual adopted by the Army was oriented toward the training specialist rather than the 
job specialist. The necessity to rely primarily on job specialists to perform systems 
engineering with this manual was a major source of complications. The job specialist was 
found to require very detailed procedural guidance if a training specialist was not 
available on an almost continual basis. 

A peat deal of experience should be represented on my team that is systems 
engineering a training propam. Experience on the job, in platform and practical exercise 
instruction, in training administration, in systems engineering, and in training techno*o^ 
should all be represented or at least available. However, unless large numb ©rs of training 
experts suddenly become available, teams of relatively unskilled Army personnel must 
perform systems engineering. They must be provided manuals, job aids, and handbooks 
that will promote the maximum practice implementation of systems engineering concepts 
and cuHent developments in tiaining technology, 

it is not enough simply to change the content of a training propam. Systems 
engineering should also result in tiaining methods that have been reviewed and improved, 
based on the latest developments in training technology. Unfortunately, training design 
handbooks now in use are neither abreast of cuirent developments nor desipied for use 
by persons other than training experte. At present, one of the clearest needs of Army 
training schools is a training technolop^ handbook wntten so that it can be imderstood 
and applied by Army personnel. 

Regarding the systems engineering manual, the prima^ problem experienced by 
Army users was that they did not know just what to do or specifically how to go about 
doing it. In order for the manual to provide clearer and more specific guidance for ite 
Army users, information obtained from the interviews and analyses was used to develop a 
suggested new outline format (Figure 5). 

Figure 6 presents an explsuiation of each item in this new format. The products and 
subproducts in each section of the manual should be clearly identified as an essential step 
in the systems engineering process. In each section, tiie objective, general procedure, and 
scope should be identified and carefully explained to show the user what work is to be 
done, why it is done, and the context in which it is to be done. Under each subproduct, 
bXL information required to satisfactorily complete that subproduct should be systemat- 
icsQly documented. Items 4.a.l througi 4.a.9 were developed from tiie content factor 
analysis (Figure 4) to provide this information in a foiiii that would be meaningful for 
administrative and working level peraonnel. For instance, the analysis showed that the 
rnsmual specified no pemonnel experience or skills and knowledges required for the 
optirnd completion of any product or subproduct. Item 4.a.2 seeks to correct this 
omission by requiring tiie msmusd to identify and explain the reasons for any speciri 
experience or skills and knowledges needed by the user to successfully complete the 
subproduct. 

This new outline for the manual provides a standardized format for each section, 
product, and subproduct with clearly identified requirements for their completion. It ^so 
specifically points out the essential information required by relatively unskilled working 
level personnel to complete tiie systems enpneering process. Finally, this format is 
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responsive to the most common suggestion made in the interviews: that the systems 
engiiieering manual should itself be systems en^neered. 

Initial feedback received from systems engineering personnel indicates that the 
information presented in the flow diapams, mafrices, smd outlines of this review should 
be of immediate assistance to peiraonnel performing systems enpneering mid of long-term 
aid to those preparing revisions to the manual. The general procedures developed, while 
intended for mUitaiy fraining, are equally apFlicable in other training contexts. 



Suggested Outline of a New Format for the Systems Engineering Manual 



1. Objective of section 

2. General procedure 

3. Scope of section 

4. Product A. Nami of first product in section 

4. a Subproduct A 1. Name of firb't subproduct in section 
4.a.1 Definition of terms 
4.a.2 Experience or expertise required 
4,a,3 Required inputs 
4.a,4 Procedure 
4.a.S Required outputs 
4, a. 6 Subproduct performance standard 
4.a.7 Examples 
4,1.8 References 

4,a.9 Review, approval, or validation 
4,b Subproduct B 1. Name of second subproduct In section 

4.n Subproduct A n. Name of last subproduct in section 

5. Product B. Name of second product in section 

n. Product n. Name of last product In section 



I. SECTION NAME 



Figure 5 
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Explanation of New Format Items for the Systems Engineering Manual 

I. SECTION NAME 

1. Obiectfve of Bsction. The objective of this sectior, should clearly state not only the definition of 
the siction, but also reasons for the section and the specific use for information from the section. 

2. General procedure. The general procedural steps (products) required to complete the section 
should be identified, defined, and their interrelationships eKplalned. The dependency of each product 
on the other should ba clearly evident. 

3 Scope of section. The scope should describe any boundaries or limitations on the procedures for 
completion and intent of the section. The user should be clearly aware of exactly how the products 
and subproduGts ars to be utilized in the systenris engineering process. 

4. Product A. Name of each product in section. Each product should be fully and specificaliy 
defined along with statements of general procedural guidelines, any particular user expertise or skills 
and knowledges required, the use for which the product's information is intended and any suggested 
review, validation, or approval of the product. 

4. a Subproduct A 1. Name of each subproduct in section. Each subproduct required to complete 
the product should be clearly identified and explained. 

4,a.1 Definition of terms. All terms employed that are not considered part of the user's 
repertoire should be listed and defined in a manner that is meaningful to the user and practical for 
completion of the subproduct. 

4.a.2 Experience or expertise required. Identify and explain the reasons for any special 
experience or skills and knowledges required of the user to successfully complete the subproduct. 

4. a. 3 Required inputs. List each product/subproduct containing information required by 
the user to optimally complete this subproduct. With the listing of each product/subproduct, those items 
of information specifically required as inputs should be indicated, 

4.a.4 Procedure. In a step-by-step manner, list the detailed procedures required to complete 
the subproduct. Such specific step-by-step guidance is essential to obtaining subproducts that are 
standardized across different types of Jobs. 

4, a, 5 Required outputs. Each piece of output information should be listed, and cm be 
easily determined In most cases by examination of other products/subproducts requiring inputs from 
this subproduct. 

4.8.6 Subproduct performance standard. The basic standard of performance required in 
producing each subproduct is to comply fully with the information requirements in subsequent use or 
application of the outputs. To assure this, the content, scope, quality, nature, and level of detail 
required in subsequent uses or application of each output item need to be determined and clearly defined. 

4. a, 7 Examples. Eximples should be provided that clearly illustrate the completed sub- 
product and/or any specific procedural step. These examples should be easily applicable to a wide 
range of Jobs and tasks. 

4,a.8 References, Cite both generally and specifically relevant reference materials from the 
bibliography that "'d completion of the subproduct or any of its procedural steps. These citations 
should include reference to specific chapters, sections, pages, or paragraphs. 

4.8.9 Review, approval, or validation. Define, give the reasons for, and provide procedures 
for any suggested review, approval, or vajjdation of completed subproduct steps, the draft subproduct, 
or the completed subproduct. d 
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MemIC 



October 13 



Phone call from Head, Administration 
and General Services 



**I understand that you are refusing to 
cooperate with our piped music pro- 
gram. I can assure you that Dr. Jassel, 
our Industrial psychologist, has sufficient 
data to support his position that taped 
music will improve concentration and 
efficiency. I must warn you that the 
system Is being Installed on a spec'^aS cost 
basis which does not permit exceptions. 
Any extra costs caused by exceptions 
will, therefore, be deducted from the 
budget of the department concerned.” 

Would you say 

(Choose one response) 
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(Type the action 
you would take) 
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Mem2A 



PETITION 



October 13 



Whereas, researchers need qu let to con- 
centrate and produce, and whereas, the 
present plans are to install piped music 
into the library, and whereas, we under- 
stand that Administration and General 
Services has not yet agreed to any 
exceptions. 

Therefore, we, the undersigned, do re- 
quest that an exception be made for the 
Field Research Laboratory Library so 
that we may continue to use the library 
in a productive manner. 

37 signatures including ju- 
nior, intermediate and se- 
nior researchers 

Pat: We’d appreciate it if you’d sign this, 
jim Rogers 

intermediate Researcher 

Would you 

(Choose one response) 
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Mem2D 



October 1 4 



To: All Departments 
From: Head, Administration and 
General Services 

If you have heard any complaints about 
installing piped music in your depart- 
ment, please let us know immediately. 
Exceptions can be madw, but since the 
installation contract is on a special cost 
basis, any extra costs caused by excep- 
tions will be deducted from the budget 
of the department concerned. 

Would you 

(Choose one response) 
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October 13 

PETITION 

Whereas, researchers need quiet to con- 
centrate and produce, and whereas, the 
present plans are to install piped music 
into the library, and whereas, we under- 
stand that Administration and General 
Services has not yet agreed to any 
exceptions. 



Therefore, we, the undersigned, do re- 
quest that an exception be made for the 
Field Research Laboratory L horary so 
that we may continue to use th^ library 
in a productive maruier. 

37 signatures including 
junior, intermediate and 
senior researchers 



Pat: We’d appreciate it if you'd sign this. 
Jim Rogers 

intermediate Researcher 



Would you... 

(Choose one response) 
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October 13 



Petition 



Whereas, researchers need quiet to con- 
centrate and produce, and whereas, die 
present plans are to install piped music 
into the library, and whereas, we under- 
stand that Administration and General 
Services has not yet agreed to any 
exceptions. 

Therefore, we, the undersigned, do re- 
quest that an exception be nr<ade for the 
Field Research Laboratory Library so 
that we may continue to use the library 
in a productive manner. 

37 signatures including 
junior, intermediate and 
senior researchers 

Pat: We*d appreciate it if you*d sign this. 
Jim Rogers 

Intermediate Researcher 

Would you . . . 

(Choose one response) 
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MemSA 

October 14 

FURL 

Only “Official” Mouthpiece 
of the Field Research 
Laboratory 

Protest Librap/ Serenade 

A group of FRL researc!^ers' are 
circulating a petition protesting the 
upcoming installation cf piped music in 
FRL Library next week. All departments 
of Double XYZ will have the music. The 
researchers maintain that live music will 
cut down on their concentration and 
production. It is understood that FRL 
Librarian Pat Brown has declined to sign 
the petition on the grounds of nonagree- 
ment with the researchers* point of view. 
Care to make a statement, Pat? 

Would you . . . 

(Choose one response) 
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MemSC 

October 14 

FURL 

Only ‘‘Official’* Mouthpiece 
of the Field Research 
Laboratory 

Protest Library Serenade 

A group of FRL researchers are 
circulating a petition protesting the 
upcoming installation of piped music in 
FRL Library next week. All departments 
of Double XYZ will have the music. The 
researchers maintain that live music will 
cut down on their concentration and 
production. It is understood that FRL 
Librarian Pat Brown has declined to sign 
the petition on the grounds of nonagree- 
ment with the researchers’ point of view. 
Care to make a statement, Pat? 

Would you . . . 

(Choose one response) 
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Show the FURL ar- 
ticle to the Head, 
AGS, as an example 
of the trouble- 
makers in your divi- 
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MemSD 



October 15 



Phone call fro;Ti Head, Administration 
and General Services 

Ve just gotten a petition from a group 
of FRL researchers asking that the piped 
music system not be installed in the 
library. I know you are very much in 
favor of it. 1 thought we might offer 
them another area for study as an 
alternative to using the library and keep 
the music out of there instead. What do 
you think?” 

Would you say 

(Choose one response) 
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Mem 3E 



October 15 



Phone Cali from Head^ Administration 
and General Services 

just gotten a petition from a group 
of FRL researchers asking that no piped 
music system be installed in the library. I 
know you are very much favor of it. I 
thought we might offer them another 
area for study as an alternative to using 
the library and keep the music out of 
there instead. What do you think?’* 

Would you say . . . 

(Choose one response) 
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October 14 



Phone call from Head, Administration 
and General Services 

'*We have just gotten your memo saying 
that you refuse to cooperate with the 
piped music installation plan. Appar- 
ently our communications of the value 
of this system haven't been reaching 
you. However, Dr. jassel, our industrial 
psychologist, has consented to meet with 
you to try to show you where your 
attitude is wrong. When can you meet 
with him?"" 

Would you say 

(Choose one response) 
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Mem4B 



N«ws Release 



Music News D?.iiy 



October 15 



Researchers to Rock and Roll? 

Famed industrial psychologist. Dr. 
Herbert Jassel, is about to embark upon 
an experiment to see whether researchers 
are able to concentrate better and are 
more productive when subjected to 
piped music while they work. To test 
out Dr. Jassel’s theories the Double XYZ 
Company has agreed to install piped 
music throughout its departments. Be- 
fore and after production records will be 
studied in an effort to determine the 
effect of the music on researchers out- 
put. 

Pat: Have you seen this? We’ve been 
took! 

Senior Researcher 

Would you 

(Choose one response) 
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News Release 

Music News Daily October 16 

MUSIC FOUND TO ENHANCE 
CONCENTRATION 

A constant background of quiet music 
has been found to enhance concentra- 
tion and improve productivity according 
to Dr. Aden Chemer, Research Director 
of the University of Manita Center for 
Music Behavior. Dr. Chemer used a 
group of graduate students to conduct 
his studies. Students showed measurable 
improvement in concentration and pro- 
duction at the end of two months of 
studying to musical background. Dr. 
Chemer will continue his experiments, 
using industrial workers, this summer. 

Pat: just found this. What do you think? 

Senior Researcher 

Would you . . . 

(Choose one response) 




72 



j 

i 

I 

I 

! 

I 

{ 

i 

I 



i 



i 



j 

i 




t 



t 









74 






m 




Mem 15 



October 13 



Petition 

Whereas, researchers need quiet to con- 
centrate and produce, and whereas> the 
present plans are to install piped music 
into the library, and whereas, we under- 
stand that Administration and General 
Services has not yet agreed to any 
exceptions. 

Therefore, we, the undersigned, Jo re- 
quest that an exception be made for the 
Field Research Laboratory Library so 
that we may continue to use the library 
in a productive manner. 

37 signatures including ju- 
nior, intermediate and se- 
nior researchers 

Pat: We’d appreciate it if you’d sign this, 
jim Rogers 

Intermediate Researcher 



Would you — 

(Choose one response) 
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MemSA 

October 14 

FURL 

Only ••Official” Mouthpiece 
of the Field Research 
Laboratory 

Protest Library Serenade 

A group of FRL researchers are 
circulating a petition protesting the up- 
coming instaUation of piped music in 
FRL Library next week. All departments 
of Double XYZ will have the music. The 
researchers maintain that live music will 
cut down on their concentration and 
production. It is understood that FRL 
Librarian Pat Brown has declined to sign 
the petition on the grounds of nonagree- 
ment with the researchers’ point of view. 
Care to make a statement, Pat? 

Would you ... 

(Choose one response) 
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Send a statement of 
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MemSC 

October 14 

FURL 

Only “Official” Mouthpiece 
of the Field Research 
Laboratory 

Protest Library Serenade 

A group of FRL researchers are 
circulating a petition protesting the up- 
coming installation of piped music in 
FRL Library next week. All departments 
of Double XYZ will have the music. The 
researchers maintain that live music will 
cut down on their concentration and 
production. It is understood that FRL 
Librarian Pat Brown has declined to sign 
the petition on the grounds of nonagree- 
ment with the researchers’ point of view. 
Care to make a statement, Pat? 

Would you — 

(Choose one response) 
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MemSD 



October 15 



Phone call from Head, Administration 
and General Services 

“I’ve just gotten a petition from a group 
of FRL researchers asking that the piped 
music system not be installed in the 
library. I know you are very much in 
favor of it. I thought we might offer 
them another area for study as an 
alternative to using the library and keep 
the music out of there instead. What do 
you think?” 

Would you say 

(Choose one response) 








MemSE 



October IS 



Phone call from Head, Administration 
and General Services 

“I’ve just gotten a petition from a group 
of FRL researchers asking that no piped 
music system be installed in the library. I 
know you are very much in favor of it. I 
thought we might offer them another 
area for study as an alternative to using 
the library and keep the music out of 
there instead. What do you think?” 

Would you say — 

(Choose one response) 
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Seminal Problem 3 




ProbS 



October 22 



Phone call from Jay Ward, Intermediate 
Engineer 

I have just received another overdue 
notice. I returned that book six weeks 
ago. I gave it to Mrs. Stone at the desk. 
She said thank you. I knew I should have 
taken it to Miss Main. Mrs. Stone never 
gets anything right. Why can't you all 
have more efficient help? I don't have 
time to fool around with this business. 
This is the second time this year that this 
h- ^ happened. This is the worst library 
I've ever had to deal with and I've been 
to plenty." 

Would you say 

(Choose one response) 



‘Thank you for let- 
ting me know about 
ttiis. You know we 
^always try to give 
/ good service. I'm 
/ very sorry it hap- 
/ pened & will take 
"( care of this im- 
\ mediately." Call in 

\ Mrs. Stone & re- 

\ mind her of the 
importance of good 
public relations. 



12 

‘‘Mrs. Stone is very 
com petent and 
rarely makes a mis- 
take. However, I'll 
make a check." 
Look for the book 
yourself since Mrs. 
Stone is sensitive to 
. criticism. 



13 

“Thank you for let- 
ting me know about 
this. Mrs. Stone is 
usually very careful. 
Why don't you 
check your office 
again." Wait for fur- 
ther developments 
^before confronting 
sensitive Mrs. Stone. 



14 

“Thank you for let- 
ting me know about 
this. I'm very sorry 
it happened. Til talk 
to Mrs. Stone." 
Confer with Mrs. 
.Stone. 



15 



Sayr something else; 
take other action. 
(Type what you 
would say and do) 




MemlA 

October 27 

To: Pat Brown 

From: Administration and General Ser- 
vices, Employee Relations 

This Is to Inform you that Amy Stone, 
Employee No. 21508, has submitted her 
resignation as of November 13, giving 
Inability to get along with her supervisor 
as her reason. Please send an explanation 
of this resignation immediately. 

Would you . . . 

(Choose one response) 
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MemTB 

October 28 

Phone call from Director, FRL 

hear your side of the story." 

Would you say 

(Choose one response) 



FT 

“I can’t imagine 
what he’s talking 
about. I don’t know 
of any trouble. He 
niust be on one of 
his rampages again.’ 



GT 

“You must mean 
that little misunder- 
standing he had 
with Mrs. Stone. I 
thought that was all 
cleared up.’’ 



HI 

I have already 
talked to my staff 
member about the 
incident and don’t 
believe there is any- 
thing more to say.” 



IT 

“My staff member 
was wrong, but I’m 
sorry Mr. Ward 
didn’t see fit to 

oome to me person- 
ally.” 
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Say something else- 
take other action. ' 

(Type what you 
would say and ac- 
tion you would 
take) 
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Mem! 2 



October 27 



Phone cal! from John Elder, Senior 
Researcher 



"'Some time ago I returned a copy of O// 
and Gas Underground that I had bor- 
rowed from the library. Today I received 
an overdue notice on this book from 
Mrs. Stone. I wonder if you would check 
to see what happened and call me back.” 

Would you say 

(Choose one response) 
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Mem2D 



October 29 



Phone call from secretary to Director, 
FRL 

“Mr. George Peterson, Double XYZ's 
Senior Vice-President who is visiting 
FRL for a week, would like to see a 
copy of 0/7 and Gas Underground im- 
mediately. Please have one of your staff 
members bring it to the office now." 

Would you say? 

(Choose one response) 
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Mem2E 



October 29 



Phone call from secretary to Director, 
FRL 

“Mr. George Peterson, Double XYZ's 
Senior Vice-President who is visiting 
FRL for a week, would like to see a 
copy of Oil and Gas Underground im- 
mediately. Please have one of your staff 
members bring it to the office now.” 

Would you say? 

(Choose one response) 





action you 
take.) 
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Mem3D 



October 29 



Phone call from Director, FRL 

**Jay Ward just stopped by my office and 
told me you people accused him of not 
returning a book which he had had and 
that you then didn’t bother to apologize 
when you found it. He was pretty upset 
about it. I thought you were interested 
in keeping good public relations with the 
men here.” 

Would you say — 

(Choose one response) 
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MemSE 




October 27 

To: Pat Brown 
From: David 

When 1 checked our copy of Oif and Gas 
Underground before I shelved it I found 
three pages of charts had been tom out. 
I knov; Mr. Ward is the only one who 
had it checked out this year. 

Would you • . • 

(Cho^ one response) 
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Mem! 4 



October 28 



Phone call from Director, FRL 

*Mt has come to my attention that one of 
your staff members, Mrs. Stone, is telling 
various people that one of the re- 
searchers is claiming he brought back 
library books when he did not and that 
he is adding them to his own collection. 
What do you know about this?** 

Would you say . . . 

(Choose one response) 
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Say something else; 
take other action. 
(Type what you 
would say or action 
you would take) 
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Mem4D 

October 30 

To: Pat Brown 

From: Head, Employee Relations 

This is to inform you that you are to 
report at 8:30 a.m. on Monday, Novem- 
ber 2, to this office to answer the 
following charges of Jay Ward, FRL 
Engineer: 

1- that you caJied him various names 
in public, for example, hothead; 

2. that you accused him of book 
^ stealing; 

3. that you incited library staff 
members against him. 

Would you 

(Choose one response) 













Mem4E 



Phone cail from Jay Wi 



November 2 



**\ see you haven't fired Mrs. Stone yet. 
You might be interested to know that 
she asked me to bring in all my library 
books so she could check them for 
defects." 

Would you say . . . 

(Choose one response) 
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MemlS 

October 26 

To: Pat Brown 

From: Jim Jolly, Intermediate Re- 

searcher 

Just thought you might like to know 
that Jay Ward has about 25 of your 
books that probably aren’t checked out 
to him. Some of the rest of us would like 
to use them once In a while! 

Would you — 

(Choose one response) 
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MemSB 



October 29 



Phone call from Director, FRi. 

“I understand you have been having 
some trouble with Jay Ward. He says 
you are trying to force him to show you 
all the books in his office. Jay is one of 
our best men. |'d like to know why you 

are antagonizing him.” 

Would you say . . . 

(Choose one response) 
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Phene call from Jay Ward 



October 27 



‘‘Jim jolly just told me you had the 
nerve to tell him to come looking 
through my books. You people have* 
given me enough trouble and Tm report- 
ing this whole thing to the top brass. 
You can answer to them.” 

Would you say . . . 

(Choose one response) 
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Phone call from Jay Ward 



October 27 



"Mrs. Stone just told me you had the 
nerve to send her to my office for books 
you claim I haven’t checked out. You 
people have given me enough trouble 
and I’m reporting this whole thing to the 
top brass. You can answer to them.’’ 

Would you say . . . 

(Choose one response) 
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MernSE 

To: Pat Brown 
From: jay Ward 



October 26 



Since you are always on me about 
overdue books, Td like to inform you 
that Jim Jolly has at least a dozen that 
he has never even checked out of the 
library. Why don’t you do something 
about him instead of riding me all the 
time? 

Would you 

(Choose one response) 
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Western Periodicals 
13000 North Rayner 
North Hollywood, Calif. 

November 7 . 

Librarian 

Field Research Library 
Double XYZ Oil Company 
Houston, Texas 00001 

Dear Sir: 

Reference is made to your purchase 
order number 02266 of |uly 1. 

In this purchase order you ordered 
160 magazines to start with the Septem- 
ber issues. We still don’t have your check 
for this order even ti'tough we have sent 
reminders each week for the last two 
months. 

We placed these orders promptly and 
even bought back issues in a few cases 
and have given good service generally. 

If we don’t receive prompt payment 
for this account we will put the matter 
in the hands of our attorney. 

Very truly yours, 

Sol Grossman 
President 

W'ould you 

(Choose one response} i 
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janer, Tyson & Ledley 
1605 Santa Rosa Blvd. 
Los Angeles, Calif. 



November 30 

Librarian 

Field Research Library 
Double XYZ Company 
Houston, Texas 00001 

Dear Sir: ^ 

On October 1, 1966, you placed an 
order for 160 magazines, order number 
02266, with my client. Western Periodi- 
cals. Although the magazine subscrip- 
tions were placed, you have not yet sent 
payment even after repeated requests. 
Letters have been sent to you every 
week for the last two months which you 
have ignored. 

%. 

Unless payment is forthcoming im- 
mediately, 1 will be forced to begin court 
procedures for collection. 

Sincerely, 

janer, Tyson & Ledley 

Marvin janer 
Senior Partner 

Would you 

(Choose one response) 
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Mem lA 

DISTRICT COURT FOR THE 
STATE OF TEXAS 

Civil Action, File Number 18903 

Western Periodicals, Plaintiff 

V. 

Double XYZ Oil Company, 
and 

Pat Brown, Defendants 

You are hereby dir^ted to appear and 
answer the complaint in an action en- 
titled as above, within 30 days after the 
service on you of this summons. 

The said action is* brought to recover of 
you the sum of 1,920.35 dollars, for 
goods sold and delivered to and at your 
request. 

And you are hereby notified that unless 
you appear and answer as above re- 
quired, the said plaintiff will take judg- 
ment for any money demanded in the 
complaint. 

Given under my hand and seal of the . 
District Court of the county of Harris, 
state of Texas, this 3rd day of Dece^^ 
ber. 

John M. Bums 
Clerk of Court 

Would you . • . 

(Choose one response) 
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Mem 1C 

DISTRICT COURT FOR THE 
STATE OF TEXAS 

Civil Action, Number 18903 

Western Periodicals, Plaintiff 

V. 

Double XYZ Oil Company 
and 

Pat Brown, Defendants 

You are hereby directed to appear and 
answer the complaint in an action en- 
titled as above, within 30 days after the 
service on you of this summons. 

The said action is brought to recover of 
you the sum of 1,92035 dollars, for 
goods sold and delivered to and at your 
request. 

And you are hereby notified that unless 
you appear and answer as above re- 
quired, the said plaintiff will take judg- 
ment for any money demanded in the 
complaint. 

Given under my hand and seal of the 
District Court of the county of Harris, 
state of Texas, this 3rd day of Decem- 
ber. 

John M. Bums 
Clerk of Court 

Would you 

(Choose one response) 
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Mem 12 



Novem ber 20 



Phone call from Accounting 

“According to our books, the bill you 
asked about was paid last October. West- 
ern Periodicals must have lost the 
check.” 

Would you say 

(Choose one response) 



124 




119 



Mem 2A 

DISTRICT COURT FOR THE 
STATE OF TEXAS 

Civil Action, File Number 18903 

Western Periodicals, Plaintiff 

V. 

Double XYZ Oil Company 
and 

Pat Brown, Defendants 

You are hereby directed to appear and 
answer the complaint in an action en- 
titled as above, within 30 days after the 
service on you of this summons. 

The said action is brought to recover of 
you the sum of 1,92035 dollars, for 
goods sold and delivered to and at your 
request. 

And you are hereby notified that unless 
you appear and answer as above re- 
quired, the said plaintiff will take judg- 
ment for any money demanded in the 
complaint. 

Given under my hand and seal of the 
District Court of the county of Harris, 
state of Texas, this 3rd day of Decem- 
ber. 

John M. Bums 
Clerk of Court 

Would you . . . 

(Choose one response) 
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Mem 2C 



A 



November 24 



Phone Call from Accounting 

“Regarding that check we sent to West- 
ern Periodicals, the bank has no record 
that it was ever cashed. What do you 
want us to do now? 

Would you say 

(Choose one response) 
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